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The relevant study of service quality and service quality management is a main 
part of service marketing. Systematic development has been made in this field in 
the latter half of the 20th century. And it has obtained very good result when the 
study, which is about how to evaluate service quality and improve the service 
quality, is used in evaluating service quality in enterprises. As a kind of service 
organization, the utilities are closely related to the public life. It is important and 
urgent to supervise the service quality of the utilities because of its obvious 
service and public characters. According to the actual conditions of the utilities 
in China, this paper draws lessons from the research achievement of service 
quality and service quality management, and analyzes the current situation and 
existing problems about service quality and the supervision of service quality in 
China. This paper proposes several kinds of general models in evaluating 
utilities’ service quality and  scientific methods of improving service quality. 
So a set of supervisory system of service quality was established. The paper 
divides into four parts: 
 
The first part introduces the definitions of service , service quality , the 
supervision of service quality briefly.  “the public perceivable service quality” 
should be a key point when we supervise utilities’ service quality .  
 
The second part gives five kinds of models which are suitable for evaluating the 
service quality of utilities, such as gaps analysis model, SERVQUAL model, Q 
matrix model , the appraisal model on the basis of psychology, and value curve 
model. The advantages and disadvantages of the five models were compared and 
analyzed. On this basis, the idea and methods of comprehensive service quality 
management were introduced into the evaluation of service quality in utilities. 














The third part points out the actual situation of service quality in Chinese 
utilities and some weak points in the supervision of utilities’ service quality. 
Both the problems in service quality and the weak points in supervising should 
be resolved as soon as possible. 
 
The fourth part puts forward several scientific methods to improve the service 
quality in Chinese utilities through learning the theories from service marketing. 
In daily work time, this paper takes education as an example, and analyzes the 
sequence and steps when we applied comprehensive service quality in utilities. 
Finally, this paper tells us that we can supervise the utilities’ service quality from 
several aspects and set up a three-dimensional supervisory system  
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﹒2—ISO 9004—2 《质量管理和质量体系要素  第 2部分：服务指南》，可
建立服务质量体系的服务业大致有如下十个方面：①文化、娱乐服务业；
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